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SVQ in Providing Security Officer Services at SCQF Level 5 
 
Introduction 

This qualification specification is designed to outline all you need to know to offer this 
qualification at your centre. If you have any further questions, please contact your account 
manager. 

Qualification regulation and support  

The SVQ in Providing Security Officer Services at SCQF Level 5 is awarded by Highfield 
Qualifications and sits on the Scottish Credit and Qualifications Framework (SCQF). The SCQF is a 
Qualification Framework regulated by SQA Accreditation.  
 
This qualification is supported by Skills for Security, who are the sector skills body for the 
private security sector. 

Key facts 

Qualification number:  GT0Y 45 

Credit value: 123-129 

Assessment method: Portfolio of evidence  

Notional learning hours (NLH): 1230-1290 145 
 

 

Qualification overview and objective 

The objective of this qualification is to support a role in the workplace. 
 
This qualification has been developed using the National Occupational Standards (NOS) and 
supports learners undertaking the Modern Apprenticeship in Providing Security Officer Services. 
The content is appropriate for learners who are employed as security officers in a range of sectors. 

Entry requirements 

This qualification is approved for delivery to learners aged 18+. 

Geographical coverage 

This qualification is suitable for delivery in Scotland. 

Guidance on delivery 

The notional learning hours for this qualification are between 1,230 and 1,290 hours. 
 
There is a requirement for 90 hours of off-the-job training which will usually take place in a 
classroom environment. 

 

  



 

 

SVQ in Providing Security Officer Services at SCQF Level 5 4 

Guidance on assessment  

Assessment will be undertaken using naturally occurring evidence (where possible), generated and 
collected through real work activities* in a real work environment*. Assessments cannot be 
undertaken in a classroom or training environment. Where opportunities for evidence collection are 
not available at the workplace, simulation is permitted. 
 
Simulated activities should only be used where it is impractical to gather evidence through a real 
work environment* or within an acceptable time frame and should only be used when no naturally 
occurring evidence is available. It should also match what would be expected in a realistic working 
environment. 
 
Skills for Security have identified that only the following units may use simulation.  

Unit no / NOS Ref Title 

SFSCWD3 Minimise and deal with aggressive and abusive behaviour 

SFSSLP 11 Arrest people suspected of committing an offence 

SFSSLP 12 Deal with disorderly and aggressive behaviour  

 
* Real work activities are those undertaken to provide a security product or service under typical 
business conditions. 
*A real working environment is one that reflects typical employment conditions relevant to the work 
activities being assessed. 
 
More information is provided in the PSOS SVQ 5 Assessment strategy, available in the members 
area of the Highfield Qualifications website. 

Guidance on quality assurance  

Highfield Qualifications requires centres to have in place a robust mechanism for internal quality 
assurance of training delivery and internal assessment processes. 
 
This qualification is internally assessed by competent and qualified staff within the centre. It is 
expected that a centre ensures compliance with all criteria prior to undertaking any delivery, 
assessment or IQA activities.  
 
Due to the nature of the qualification, it is expected that the learner will be supported by the 
assessor throughout the duration of the qualification to ensure all relevant learning outcomes and 
assessment criteria are met using appropriate evidence types. This evidence should be presented 
to Highfield in the form of a portfolio of evidence, which includes cross-referencing of evidence to 
the relevant assessment criteria. 
 
When a centre claims for a certificate for this qualification, they will be contacted by our External 
Quality Support Team to request a sample of learner work for review. This review will normally 
take place within the centre or remotely. This will be confirmed by our EQS Team during contact. 
The EQS review will check to make sure that the centre has in place appropriate assessment and 
quality assurance methods to support accurate claims for certification for this qualification before 
permitting certification. 
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Once the centres internal procedures and policies have been established and are deemed suitable, 
they will be awarded direct claim status (DCS). This allows a centre to certificate their learners 
without EQS intervention in the first instance. However, all centres must retain learner work along 
with any supporting evidence relating to staff competence, assessment and IQA decisions, as 
reviews of work certificated under DCS will take place at least annually and in line with Highfield's 
quality assurance strategy. 

Recognition of prior learning (RPL) 

Centres may apply to use RPL or prior achievement to reduce the amount of time spent in 
preparing the learner for assessment.   
 
For further information on how centres can apply to use RPL as described above, please refer to 
the Recognition of Prior Learning (RPL) policy in the members’ area of the Highfield Qualifications 
website. This policy should be read in conjunction with this specification and all other relevant 
Highfield Qualifications documentation.    

Tutor/assessor requirements 

One person can undertake the roles of both tutor and assessor for this qualification. 
 
Highfield Qualifications requires nominated assessors for this qualification to meet the following: 

• hold a relevant subject area qualification or have relevant experience, which could include any 
of the following:  

− SCQF Level 5 SVQ/CBQ (or higher)   

− NVQ/Diploma at Level 3 in Security  

− Security Management Diploma or another leadership related subject  

− minimum of 3 years verifiable, relevant and current industry experience and knowledge of 
the occupational working area at or above the level being assessed. This experience and 
knowledge must be of sufficient standing to be effective and reliable when judging 
candidates’ competence.  

• hold or be working towards* a recognised assessing qualification, which could include any of 
the following: 

− SVQ units for assessors and verifiers (L&D9D, L&D 9DI) 

− Level 3 Award in Assessing Competence in the Work Environment 

− Level 3 Certificate in Assessing Vocational Achievement 

− A1 Assess Learner performance Using a Range of Methods 

− D32 Assess Learner Performance and D33 Assess Learner Using Different Sources of 

Evidence 
**trainee assessors must have a clear plan for achieving the award(s) within 18 months of 
commencing assessments 

• demonstrate their ability and commitment to maintain their occupational competence through 
up-to-date CPD records 

• be able to relate the national occupational standards against which they will be verifying 
candidates, to activities in the workplace 

• provide evidence that they: 

− understand the structure of national occupational standards and qualifications 

− can interpret the standards in accordance with awarding body requirements 

− recognise acceptable sources of evidence for the qualification 

− can implement the recording procedures required by the awarding body 
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− can implement the awarding body quality assurance and administration procedures 

• be in regular contact with the assessor 

• hold the appropriate verifier award (as defined by the regulatory authorities) or have a clear 
plan for achieving the award(s) within 18 months of commencing assessments 

 Assessors and verifiers who currently hold D or A and V units are still considered to be qualified 
assessors and internal verifiers/external verifiers and are not required to undertake the new 
units. However, they must be working to the current NOS and undertaking appropriate 
continuous professional development 

 
For more information on those assessment decisions made by an unqualified assessor, please refer 
to the ‘countersigning strategy’ requirements of this specification. 

 Internal quality assurance (IQA) requirements 

Highfield Qualifications requires internal quality assurers for this qualification to meet the following 
criteria: 

• hold a relevant subject area qualification or experience, which could include any of the 
following:  

− SCQF Level 5 SVQ/CBQ (or higher),   

− NVQ/Diploma at Level 3 in Security  

− Security Management Diploma or another leadership related subject  

• hold or be working towards*, a recognised internal quality assurance (IQA) qualification which 
could include any of the following: 

− SVQ units for assessors and verifiers (L&D11, L&D 12) 

− Level 4 Award in the Internal Quality Assurance of Assessment Processes and Practice; 

− Level 4 Certificate in Leading the Internal Quality Assurance of Assessment Processes and 
Practice;  

− D34 or V1 Verifier Awards 
*trainee IQAs must have a clear plan for achieving the award(s) within 18 months of 
commencing assessments. 

• demonstrate their ability and commitment to maintain their occupational competence through 
up-to-date CPD records; 

• be able to relate the national occupational standards against which they will be verifying 
candidates, to activities in the workplace; 

• provide evidence that they, 

− understand the structure of national occupational standards and qualifications; 

− can interpret the standards in accordance with awarding body requirements; 

− recognise acceptable sources of evidence for the qualification; and 

− can implement the recording procedures required by the awarding body. 

− can implement the awarding body quality assurance and administration procedures. 

• be in regular contact with the assessor and 

• hold the appropriate verifier award (as defined by the regulatory authorities) or have a clear 
plan for achieving the award(s) within 18 months of commencing assessments. 

 Assessors and verifiers who currently hold D or A and V Units are still considered to be qualified 
assessors and internal verifiers/external verifiers and are not required to undertake the new 
Units. However, they must be working to the current NOS and undertaking appropriate 
continuous professional development. 
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Countersigning strategy 

While it is a minimum requirement for centres to have the appropriately qualified workforce in 
place, it is understood that centres may have new personnel who are working towards those 
requirements. During this period, centres are required to have a robust countersigning strategy in 
place that supports and validates unqualified assessment/quality assurance decisions, until the 
point where they meet the requirements as detailed above. 

Mapping to workplace core skills 

Mandatory units have been mapped to the workplace core skills. A separate mapping document is 
available in the members’ area of the Highfield Qualifications website. 

Mapping to National Occupational Standards (NOS) 

Units within this qualification are mapped to the following national occupational standards: 
 
Mandatory units 

Unit no / NOS Ref Unit title 

SFSEE4 Communicate effectively with others 

SFSHSS1 Make sure your own actions reduce risks to health and safety 

SFSCTV13 Maintain and preserve CCTV systems and recorded data 

SFSCWD3 Minimise and deal with aggressive and abusive behaviour 

SFSSLP4 Control security incidents 

SFSSLP6 Maintain the security of property and premises through observation 

SFSSLP7 Control the access to and egress from premises 

SFSSLP8 Carry out searches of people and property for unauthorised Items 

SFSSLP10 Control the entry and exit of vehicles 

SFSSLP11 Arrest people suspected of committing an offence 

SFSSLP12 Deal with disorderly and aggressive behaviour  

SFSSLP26 Record information relevant to your role 

SFSSLP54 Preserve potential evidence of security breaches 

PPL1GEN2 Maintain excellent standards of personal behaviour 

PPL2GEN1 Impact of personal behaviour 

CFAPMVW3 Protect yourself and others from the risk of violence at work 
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Optional Units 

Unit no / NOS Ref Unit title 

SFSSLP9 Provide security at licensed venues 

SFSSLP13 Monitor areas using CCTV systems 

SFSSLP17 Detect loss and theft in retail environments 

SFSPCP6 Maintain the safety and security of principals whilst on foot 

SFSPCP10 Use physical intervention to support close protection 

SFSBA224 Produce documents 

SFSCSH4 Provide a quality service 

SFSEE5 Give a positive image of yourself 

 
 

Reasonable adjustments and special considerations 

Highfield Qualifications has measures in place for learners who require additional support. Please 
refer to Highfield Qualifications’ Reasonable Adjustments Policy for further information/guidance. 

ID requirements  

It is the responsibility of the centre to have systems in place to ensure that the person taking an 
assessment is indeed the person they are claiming to be. All centres are therefore required to ensure 
that each learner’s identification is checked before they undertake the assessment. Highfield 
Qualifications recommends the following as proof of a learner’s identity:  
 

• a valid passport (any nationality)  

• a signed UK photocard driving licence  

• a valid warrant card issued by HM forces or the police 

• another photographic ID card, e.g. employee ID card, student ID card, travel card etc. 
 

If a learner is unable to produce any of the forms of photographic identification listed above, a 
centre may accept another form of identification containing a signature, for example, a credit card. 
Identification by a third-party representative, such as a line manager, human resources manager or 
invigilator, will also be accepted.  
 
For more information on learner ID requirements, please refer to Highfield Qualifications’ Core 
Manual. 

Useful websites 

• www.bsia.co.uk 

• www.skills4security.com  

 

  

http://www.bsia.co.uk/
http://www.skills4security.com/
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Additional support/training 

The National Counter Terrorism Security Office (NaCTSO) is a police unit that works alongside the 
Home Office to support the ‘protect and prepare’ areas of the government’s counterterrorism 
strategy. One of their aims is to encourage the public to recognise and report suspicious activity 
and behaviour. You can find information, advice and guidance on recognising, acting on and 
reporting suspicious behaviour on the following website: 
https://www.gov.uk/government/organisations/national-counter-terrorism-security-office 
 
As an apprentice you can access the free NaCTSO Action Counters Terrorism (ACT) Awareness e-
learning course. This award-winning and invaluable training tool will help you to understand your 
role in recognising and reporting suspected terrorism and what to do in the event of a terrorist 
attack. 
 
To access the course:  

• follow the link: http://ct.highfieldelearning.com/org/TheHighfieldGroup  

• answer the questions  

• click start 

 

  

https://www.gov.uk/government/organisations/national-counter-terrorism-security-office
http://ct.highfieldelearning.com/org/TheHighfieldGroup
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Appendix 1: Qualification structure 
 
To complete the SVQ in Providing Security Officer Services at SCQF Level 5 learners must complete 
the following: 
 

• all units contained within the mandatory group totaling 89 credits 

• a minimum of 6 units from optional group A totaling 34 to 40 credits 
 
Mandatory group 
Learners must achieve all units in this group (total 89 credits). 

Unit no / NOS Ref Unit title 
SCQF 
Level 

NLH 
SCQF 
Credit 

SFSEE4 Communicate effectively with others 4 50 5 

SFSHSS1 
Make sure your own actions reduce risks to health 
and safety 

5 80 8 

SFSCTV13 
Maintain and preserve CCTV systems and recorded 
data 

4 50 5 

SFSCWD3 
Minimise and deal with aggressive and abusive 
behaviour 

6 70 7 

SFSSLP4 Control security incidents 5 70 7 

SFSSLP6 
Maintain the security of property and premises 
through observation 

5 50 5 

SFSSLP7 Control the access to and egress from premises 5 70 7 

SFSSLP8 
Carry out searches of people and property for 
unauthorised Items 

6 70 7 

SFSSLP10 Control the entry and exit of vehicles 5 30 3 

SFSSLP11 Arrest people suspected of committing an offence 5 70 7 

SFSSLP12 Deal with disorderly and aggressive behaviour  6 70 7 

SFSSLP26 Record information relevant to your role 5 60 6 

SFSSLP54 Preserve potential evidence of security breaches 5 50 5 

PPL1GEN2 Maintain excellent standards of personal behaviour  4 20 2 

PPL2GEN1 Impact of personal behaviour  5 50 5 

CFAPMVW3 
Protect yourself and others from the risk of 
violence at work 

6 30 3 

 
Optional group A 
Learners must achieve a minimum of 6 units from this group (34 credits-40 credits) 

Unit no / NOS Ref Unit title 
SCQF 
Level 

NLH 
SCQF 
Credit 

SFSSLP9 Provide security at licensed venues 6 70 7 

SFSSLP13 Monitor areas using CCTV systems 5 70 7 

SFSSLP17 Detect loss and theft in retail environments 6 70 7 

SFSPCP6 
Maintain the safety and security of principals 
whilst on foot 

5 50 5 
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SFSPCP10 
Use physical intervention to support close 
protection 

6 70 7 

SFSBA224 Produce documents 4 30 3 

SFSCSH4 Provide a quality service 5 60 6 

SFSEE5 Give a positive image of yourself 4 60 6 

 



 

 

SVQ in Providing Security Officer Services at SCQF Level 5 12 

Appendix 2: Qualification content 
 
Unit 1:    Communicate effectively with others 
NOS/Unit number:  SFSEE4 
Credit:    5 
NLH:   50 
Level:   4 
 

Performance criteria - You must be able to: 

Develop and maintain 
communication with 
people 

P1 Communicate in a manner that is consistent with relevant 
legislation, policies and procedures  

P2 Communicate with people in a form and manner and using 
language that:  
P2.1 is open and respectful of them as individuals 
P2.2 is consistent with their level of understanding, 

culture, background and preferred ways of 
communicating  

P2.3 is appropriate to the context in which the 
communication is taking place  

P2.4 promotes equality and values diversity  
P3 Give people opportunities to check their understanding of the 

information you have given them and ask questions  
P4 Take the appropriate action to reduce any barriers to 

effective communication  
P5 Make records that:  

P5.1 are accurate, legible and complete  
P5.2 contain only the information necessary for the 

records purpose 
P5.3 are free from labelling and discrimination  

P6 Seek Support When You Are Having Difficulty Communicating 
Effectively 

Maintain the security of 
information 

P7 Comply with legislation, policies and procedures related to 
the security of information  

P8 Disclose information only to those who have the right and 
need to know it  

P9 Take the appropriate precautions when communicating 
confidential or sensitive information  

P10 Maintain the security of records when handling and storing 
them 

P11 Alert the appropriate person when you think the security of 
information is not being maintained or information is being 
misused 
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Knowledge and understanding - You need to know and understand: 

Knowledge and 
understanding 

K1 The legislation, organisational policies and procedures that 
apply to communication and particularly the security and 
management of information 

K2 The nature of effective communication (including when you 
feel confident communicating and when you do not)  

K3 The reasons for effective communication being an essential 
aspect of work in the security sector  

K4 The barriers to effective communication including:  
K4.1 those related to personal differences in: culture, 

language, gender, literacy levels, experience and 
health/illness  

K4.2 environmental barriers  
K4.3 social barriers  

K5 How to modify communication so that the differences 
between you and the people you are communicating with are 
minimised  

K6 How to communicate with people in ways which are  
K6.1 open to them  
K6.2 show respect  
K6.3 promote equality and value diversity (non-verbally, 

orally, in writing and electronically)  
K7 How the context in which communication takes place can 

affect people’s ability to understand and communicate  
K8 The reasons for checking with people to ensure that they 

understand the information you are giving them and allowing 
them to ask questions  

K9 The actions that can be taken to reduce barriers to 
communication and how to put them into practice  

K10 The nature and purpose of the records you make  
K11 The nature of information that might be sensitive and/or 

confidential and the subtleties of this 
K12 The reasons for records only containing the information that 

is necessary for the record’s purpose and being free from 
labelling and discrimination  

K13 The reasons for only disclosing information to those people 
who have the right and need to know it and how you identify 
these people  

K14 What the appropriate precautions might be when 
communicating information  

K15 How to handle and store information securely and safely  
K16 The reasons for alerting an appropriate person when you 

have concerns about the handling of/misuse of information 
and who that person might be on different occasions and in 
different circumstances 
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Amplification  

• Communication: This could be, but is not exclusive to:  
o Non-verbal, oral, written, electronic and telecommunication.  

 

• Barriers to effective communication: This can be, but is not exclusive to: 

o environmental, personal, social 

 

• Appropriate precautions in relation to: 

o who might overhear or oversee the information, who might access the information 
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Unit 2:   Make sure your own actions reduce risks to health and safety  
NOS/Unit number:  SFSHSS1 
Credit:    8 
NLH:   80 
Level:   5 
 

Performance criteria - You must be able to: 

Identify the hazards and 
evaluate the risks in your 
workplace 

P1 Identify which workplace instructions are relevant to your job 
P2 Identify those working practices in your job which could harm 

you or others  
P3 Identify those aspects of your workplace which could harm you 

or others 
P4 Check which of the potentially harmful working practices and 

aspects of your workplace present the highest risks to you or to 
others  

P5 Deal with hazards in accordance with workplace instructions 
and legal requirements  

P6 Correctly name and locate the people responsible for health 
and safety in your workplace  

P7 Report to the people responsible for health and safety in your 
workplace those hazards which present the highest risks 

Reduce the risks to health 
and safety in your 
workplace 

P8 Carry out your work in accordance with your level of 
competence, workplace instructions, suppliers or 
manufacturer’s instructions and legal requirements 

P9 Control those health and safety risks within your capability and 
job responsibilities  

P10 Pass on suggestions for reducing risks to health and safety to 
the responsible people  

P11 Make sure your behaviour does not endanger the health and 
safety of you or others in your workplace  

P12 Follow the workplace instructions and suppliers’ or 
manufacturers’ instructions for the safe use of equipment, 
materials and products  

P13 Report any differences between workplace instructions and 
suppliers’ or manufacturers’ instructions  

P14 Make sure that your personal presentation and behaviour at 
work:  

P14.1 protects the health and safety of you and others  
P14.2 meets any legal responsibilities  
P14.3 is in accordance with workplace instructions  

P15 Make sure you follow environmentally-friendly working 
practices 

Knowledge and understanding - You need to know and understand: 

Knowledge and 
understanding 

K1 What “hazards” and “risks” are  
K2 Your responsibilities and legal duties for health and safety in 

the workplace 
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K3 Your responsibilities for health and safety as required by law 
covering your job role  

K4 The hazards which exist in your workplace and the safe 
working practices which you must follow  

K5 The particular health and safety hazards which may be present 
in your own job and the precautions you must take  

K6 The importance of remaining alert to the presence of hazards 
in the whole workplace  

K7 The importance of dealing with, or promptly reporting, risks  
K8 The responsibilities for health and safety in your job 

description  
K9 The safe working practices for your own job  
K10 The responsible people you should report health and safety 

matters to  
K11 Where and when to get additional health and safety assistance  
K12 Your scope and responsibility for controlling risks  
K13 Workplace instructions for managing risks which you are 

unable to deal with  
K14 Suppliers’ and manufacturers’ instructions for the safe use of 

equipment, materials and products which you must follow  
K15 The importance of personal presentation in maintaining health 

and safety in your workplace  
K16 The importance of personal behaviour in maintaining the 

health and safety of you and others  
K17 The risks to the environment which may be present in your 

workplace and/or in your own job 

 

Amplification  

• Legislation 

o The Health and Safety at Work Act 1974 is the main piece of legislation under which 
nearly all the other regulations are made. 

 

• Control(s)  
o The means by which the risks identified are eliminated or reduced to acceptable levels.  

 
• Employer  

o A person, firm, association, organisation, company or corporation employing one or 
more workers and has responsibility for the workplace / work activity hazard. 
 

• Hazard  
o is something with the potential to cause harm (this can include articles, substances, 

plant or machines, methods of work, the working environment and other aspects of 
work management).  

*Definition taken from: HSE “Management of Health and safety at work – Approved Code of 
Practice & Guidance”. Reference L21 (ISBN 0-7176-2488-9) 
 

• Learner 
o Any person in a workplace environment and undertaking learning, including those taking 

a vocational or academic course.  
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• Manager 
o An individual charged with the responsibility for managing staff, and / or resources and 

processes. 
 

• Other people 
o Refers to everyone covered by the Health and Safety at Work Act including: visitors, 

members of the public, colleagues, contractors, clients, customers, patients and 
students. 
 

• Personal presentation 
o This includes personal hygiene, use of personal protective equipment, clothing and 

accessories suitable to the particular workplace. 
 

• Risk 
o The likelihood of potential harm from that hazard being realised. 

− The extent of the risk depends on:  
➢ the likelihood of that harm occurring;  
➢ the potential severity of that harm, i.e. of any resultant injury or adverse 

health effect 
➢ the population which might be affected by the hazard, i.e. the number of 

people who might be exposed. 
*Definition taken from: HSE “Management of Health and safety at work – Approved Code of 
Practice & Guidance”. Reference L21 (ISBN 0-7176-2488-9) 
 

• Resources  
o This includes: information, documentation, time, control measures, staff / people, 

equipment and support (including specialist assistance). 
 

• Responsible person / people 
o The person or people at work to whom any health, safety and welfare issues or hazards 

should be reported. This could be a supervisor, line manager, director or employer. 
 

• Supervisor  
o One who controls and or directs the work of others  
 

• Training Provider 
o An organisation or individual (usually external) responsible for providing the training, 

work experience, and / or formal assessment for the learner.  
 

• Worker 
o A person performing services for an employer under a contract of service or an 

apprenticeship. Workers include; outworkers, those employed on a casual basis in 
training and volunteers.  

 

• Workplace 
o The single or multiple areas in which you carry out your work 

 
• Working practices 
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o All activities, procedures, use of materials, substances or equipment and working 
techniques used in carrying out a work or job-related task. This includes procedures for 
reporting hazards and unsafe working practices. 
 

• Workplace instructions 
o An organisation's instructions, method statements, safe systems of work, guidelines and 

processes on how to behave and perform tasks in the workplace. Includes: policies and 
procedures. 

 
Within the national occupational standards “workplace instructions” has been used to include: 
 
Policies 
1 A statement which directs the present and future decisions of an organisation 
2 It is intended to influence and determine decisions, actions, and other matters 
3 Typically, a policy designates a required process or procedure within an organisation  
4 They are often initiated because of some external requirement 

Procedures  
5 A series of steps following in a regular definite order that implements a policy 
6 A series of steps or instructions describing a way of doing things  
7 A series of steps to be performed in a regular definite order under specified conditions.  
8 Documented processes that are used when work affects more than one function or 

department of an organisation.  
9 A series of clearly defined steps (and decisions) that explains or describe how one goes 

about completing a task 

This includes the documentation prepared by the employer about the procedures to be followed 
for health, safety and welfare matters. This may be the employer's safety policy, general health 
and safety statements and written safety procedures covering aspects of the workplace that 
should be drawn to the attention of employees and that of everyone covered by the Health and 
Safety at Work etc. Act 1974 (visitors, members of the public, colleagues, contractors, clients, 
customers, patients and students). 
 
Instructions covering, for example:  
10 the use of safe working methods and equipment  
11 the safe use of hazardous substances  
12 smoking, eating, drinking and drugs  
13 what to do in the event of an emergency  
14 personal presentation  
15 work-related violence  
16 social distancing measures 

 

Unit Guidance 

K4/K5 Hazards, safe working practices and precautions 
• Precaution and reduction of risk should include: 

o following safe working practices and  
o standard operating procedures (SOPs)  
o legislation 
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Unit 3:    Maintain and preserve CCTV systems and recorded data 
NOS/Unit number:  SFSCTV13 
Credit:    5 
NLH:   50 
Level:   4 
 

Performance criteria - You must be able to: 

Maintain CCTV recording 
systems 

P1 Use recording systems following your organisational 
procedures  

P2 Store recording systems in approved locations to maintain 
their operational condition  

P3 Identify when recording systems are missing and take required 
action in line with instructions  

P4 Complete required records accurately, legibly and within 
required timescales 

Preserve recorded data as 
potential evidence 

P5 Maintain the confidentiality of recorded information in line 
with relevant legislation and codes of practice  

P6 Preserve recorded data that contains potential evidence  
P7 Complete records in line with your instructions and your 

organisational procedures  
P8 Make sure that recorded data containing potential evidence is 

stored securely and made available only to authorised persons  
P9 Disclose confidential information only to authorised persons 

Knowledge and understanding - You need to know and understand: 

Legal and organisational 
requirements 

K1 Current relevant legislation, regulation, codes of practice and 
guidelines relating to cctv systems and recording data  

K2 Current relevant legislation, regulations, codes of practice and 
guidelines relating to preserving recorded data 

Maintain CCTV recording 
systems 

K3 The types of recording systems that you use and their life 
expectancy  

K4 How to log and classify recording systems  
K5 How and why you should store recording systems to preserve 

their operational condition  
K6 How and why it is important to implement procedures for 

using recording systems including requisition, rotation, erasure 
and disposal  

K7 What your responsibilities are when you discover recording 
systems are missing 

Preserve recorded data as 
potential evidence 

K8 Who are the people authorised to have access to recording 
systems and data containing potential evidence  

K9 How and why it is important to preserve recorded data as 
potential evidence 
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Maintain confidentiality 
and security of 
information 

K10 How and why it is important to follow your organisational 
procedures for maintaining the security and confidentiality of 
recorded information  

K11 The correct procedures for disclosing confidential information 
to authorised persons 

 

Amplification 

• Authorised persons 
o someone who has permission or invitation from the control room manager and includes: 

− staff 
− line manager 

− engineers 
− IT support 
− police  
− enforcement agencies etc. 

 
• Evidence 

o material that may be required or potentially retained for investigations, court 
proceedings (criminal and civil) and/or hearings including: 

− data 

− recorded images 

− copied images etc. 

 
 
  



 

 

SVQ in Providing Security Officer Services at SCQF Level 5 21 

Unit 4:    Minimise and deal with aggressive and abusive behaviour 
NOS/Unit number:  SFSCWD3 
Credit:    7 
NLH:   70 
Level:   6 
 

Performance criteria - You must be able to: 

Help to prevent aggressive 
and abusive behaviour 

P1 Communicate with people in a way that shows respect for 
them, their property and their rights  

P2 Communicate with people in a way that is appropriate to them 
as specified in organisational procedures  

P3 Maintain a calm, reassuring and professional attitude towards 
those presenting unacceptable behaviour  

P4 Explain in clear terms what your role is and what you have to 
do  

P5 Plan a realistic way of leaving the situation if there is risk of 
abusive or aggressive behaviour in line with training you have 
received  

P6 Minimise own actions or words that could trigger abusive and 
aggressive behaviour in line with organisational procedures 
and training you have received 

Deal with aggressive and 
abusive behaviour 

P7 Identify accepted signs that indicate when a situation is leading 
to aggressive or abusive behaviour  

P8 Remain calm and take constructive action to defuse aggressive 
and abusive behaviour in line with training you have received, 
company procedures and your legal responsibilities  

P9 Leave situations in ways that minimise the risk of injury to 
yourself and others  

P10 Where you are unable to calm the situation down, request 
assistance promptly as required by organisational procedures 

Review the causes of 
incidents 

P11 Follow organisational procedures to explore the causes of 
incidents 

P12 Discuss with relevant people whether organisational 
procedures helped or hindered incidents 

P13 Report accurate information about what has happened to 
appropriate people without delay, completing documents 
when necessary  

P14 Make recommendations to relevant people for reducing the 
risk of further similar incidents 

Knowledge and understanding - You need to know and understand: 

Legal and organisational 
requirements 

K1 Current relevant legislation, regulations, codes of practice and 
guidelines relating to dealing with aggressive and abusive 
behaviour  

K2 Organisational procedures for dealing with aggressive or 
abusive behaviour 
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K3 Your responsibilities for dealing with aggressive and abusive 
behaviour  

K4 The reports that have to be made and records that have to be 
kept when someone becomes aggressive or abusive 

Aggressive and abusive 
behaviour 

K5 The main signs that a situation could lead to aggressive or 
abusive behaviour and how to recognise them  

K6 The principles of risk assessment for situations that may trigger 
abusive or aggressive behaviour  

K7 The implications for someone displaying aggressive or abusive 
behaviour 

Your behaviour K8 The importance of showing respect for people, their property 
and their rights, and how to do so  

K9 Gestures, behaviour or language that may show other people 
that you are being discriminatory or oppressive  

K10 Body language, gestures and position and how to acknowledge 
other people’s personal space  

K11 Types of constructive language, speech and behaviour you can 
take to defuse rather than ignite situations  

K12 Behaviour that can promote calmness and reassurance  
K13 The importance of safe exit strategies for leaving a situation if 

these is physical risk  
K14 How to break away from physical constraint 
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Unit 5:    Control security incidents 
NOS/Unit number:  SFSSLP4 
Credit:    7 
NLH:   70 
Level:   5 
 

Performance criteria - You must be able to: 

Deal with security 
emergencies 

P1 Maintain your own safety while dealing with emergencies  
P2 Confirm that the details you receive relating to emergencies 

are authentic, in line with your organisation's policies and 
procedures  

P3 Prevent unauthorised entry to scenes of emergency in line with 
your instructions and organisation's policies and procedures  

P4 Take approved action that is appropriate for the emergency 
and within your responsibility, authority and competence  

P5 Preserve the integrity of evidence where this could be required 
by the emergency services, following your instructions and 
organisation's policies and procedures  

P6 Give full and accurate details of emergencies to the relevant 
emergency service  

P7 Complete the required documentation accurately, legibly and 
within required timescales 

Deal with security threats P8 Remain calm and confident while dealing with security threats  
P9 Record all relevant details related to threats, accurately and 

clearly  
P10 Assess situations logically to decide the severity and nature of 

the threat  
P11 Give full and accurate details of threats to the relevant person 

as soon as you can  
P12 Complete the required documentation accurately, legibly and 

within required timescales  
P13 Retain records of threats, to be available to other authorised 

people as required 

Recognise and deal with 
actual or potential 
breaches of the law 

P14 Maintain your own health, safety and welfare and that of other 
people involved while dealing with breaches of the law  

P15 Summon help from appropriate people when you require it  
P16 Recognise correctly and promptly actual or potential breaches 

of the law  
P17 Take action to minimise or prevent the continued breach or 

incident, in line with your instructions and organisation's 
policies and procedures  

P18 Give full and accurate details of breaches to the relevant 
person or authority in line with your organisation's policies and 
procedures  

P19 Retain records of breaches, to be available to other authorised 
people as required  
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P20 Complete the required documentation accurately, legibly and 
within required timescales 

Knowledge and understanding - You need to know and understand: 

Legal and organisational 
requirements 

K1 Current relevant legislation regulations, codes of practice and 
guidelines relating to:  
K1.1 dealing with security incidents  
K1.2 criminal and civil law  

K2 Your organisation's and any other specific instructions and 
procedures for dealing:  
K2.1 with security threats  
K2.2 emergencies, including evacuation procedures  
K2.3 actual or potential breaches of the law 

Deal with security 
emergencies 

K3 The location of emergency equipment and details of 
authorised users  

K4 The location of alarms, emergency exits, assembly points, 
utilities isolation points, nearest alternative telephones and 
internal shelter areas  

K5 The limits of your responsibility, authority and competence to 
deal with emergencies 

K6 Safe practices that you should use to deal with emergencies  
K7 Who and how to contact the emergency services in the event 

of an emergency and what information to give them 

Deal with security threats K8 How to contact the relevant people in the event of receiving 
security threats and what information to give them 

K9 The limits of your responsibility, authority and competence to 
deal with security threats  

K10 What details you should record and how these should be 
recorded, including using recording equipment  

K11 How to keep records of security threats secure for use as 
evidence 

Recognise and deal with 
actual or potential 
breaches of the law 

K12 The limits of your responsibility and authority to deal with 
actual or potential breaches of the criminal and civil law  

K13 What details you should record and how these should be 
recorded 

K14 How to keep records of breaches safe for use as evidence  
K15 How to pass on details to the relevant people and what 

information to give them relating to breaches 

 

Range 

• Action that you could take:  
o directly yourself  
o reporting to relevant person or organisation  

 

• Documentation:  
o incident reports  
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o registers  
o incident log  
o assignment instructions  
o report  
o statement / log of evidence  
o notebook entry  

 

• Breaches of the law:  
o civil  
o criminal  

 

• Person or authority:  
o emergency services  
o your manager  
o other interested parties 
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Unit 6:    Maintain the security of property and premises through observation 
NOS/Unit number:  SFSSLP6 
Credit:    5 
NLH:   50 
Level:   5 
 

Performance criteria - You must be able to: 

Monitor property and 
premises using security 
and protection systems 

P1 Monitor property and premises in line with your instructions 
and good practice  

P2 Take prompt and appropriate action to respond to alarms, 
indications or other signals from security and protection 
systems  

P3 Confirm and record that the security and protection systems 
are working properly using approved procedures  

P4 Report and record faults, malfunctions or unacceptable 
performance in equipment promptly to an appropriate person  

P5 Complete the required documentation accurately, legibly and 
within required timescales 

Patrol designated areas P6 Patrol your designated areas in line with your instructions and 
approved policies and procedures  

P7 Respond appropriately to any situation that increases the risk 
to security or safety without undue risk to yourself or 
colleagues in line with your organisation's policies and 
procedures  

P8 Report and record your position and progress as required by 
your instructions  

P9 Confirm that all access and potential access points are secure 
and comply with your instructions  

P10 Confirm that all security equipment and systems are operating 
in line with your instructions  

P11 Report and record faults, malfunctions or unacceptable 
performance in equipment promptly to an appropriate person  

P12 Complete the required records accurately, legibly and within 
required timescales 

Knowledge and understanding - You need to know and understand: 

Legal and organisational 
requirements 

K1 Current relevant legislation (including those related to data 
protection), regulations, codes of practice and guidelines 
relating to:  
K1.1 monitoring property and premises  

K1.2 patrolling designated areas 

Monitor property and 
premises using security 
and protection systems 

K2 The functions and operating principles of the security and 
protection systems that you monitor  

K3 How to make sure the security and protection systems and 
equipment are working properly and what to do if they are not  

K4 How and why you should report and record system 
malfunctions, and the implications if you don't  
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K5 The location and coverage of sensing equipment that monitors 
security and safety 

Patrol designated areas K6 The principles and best practices of security patrolling  
K7 The requirements of your patrol instructions and how to get 

clarification of any details that are not clear 
K8 The requirements and limits of your responsibility and 

authority when patrolling your designated areas  
K9 The types of security and safety equipment that you have to 

check  
K10 Why you should confirm that all security and safety equipment 

is working properly and why you should report and record any 
malfunctions  

K11 The different types of access points and other places where 
people could enter buildings or premises, and how to make 
sure these are secure  

K12 The types and sources of risks to security and safety that you 
might come across on your patrols and how to deal with them  

K13 Why it is important to record accurate and complete details of 
any security risks or suspicious situations that you find during 
your patrols  

K14 The benefits of varying patrol timings and routes 

 

Range 

• Action that you could take:  
o directly yourself 
o reporting to relevant person or organisation  

 

• Documentation relating to:  
o intruder alarms  
o CCTV logs  
o incident log  
o fire alarms 
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Unit 7:    Control the access to and egress from premises 
NOS/Unit number:  SFSSLP7 
Credit:    7 
NLH:   70 
Level:   5 
 

Performance criteria - You must be able to: 

Control of authorised 
access and egress of 
premises 

P1 Greet all persons wishing to enter the premises promptly and 
courteously and confirm the purpose of their visit  

P2 Confirm the identity of all persons wishing to enter premises, 
that they have the required authority to do so and their 
appointed host.  

P3 Admit all authorised persons to the premises in accordance 
with your organisation's policies and procedures  

P4 Promptly notify the appointed host and ensure that all persons 
are directed or escorted to their location  

P5 Take appropriate action in line with your instructions and 
approved policies and procedures, when anyone attempts to 
gain access without appropriate identification  

P6 Report promptly to the appropriate person, any breaches in 
procedure in which any person seeking access does not comply 
with entry requirements  

P7 Maintain the security of keys and site information following 
your organisation's procedures and guidelines  

P8 Complete the required records relating to access and egress, 
accurately, legibly and within required timescales 

Respond to unauthorised 
access to and egress from 
premises 

P9 Maintain your own health, safety and welfare while responding 
to unauthorised access  

P10 Recognise if there are indications that there has been 
unauthorised access to the premises 

P11 Respond in accordance with your organisation's policies and 
procedures in dealing with unauthorised entry  

P12 Approach persons suspected of unauthorised entry 
appropriately 

P13 Summon help from appropriate people when you require it  
P14 Make sure that any damage that could pose a risk to security 

and health and safety is made good as soon as is practicable 
and in line with your organisation's policies and procedures  

P15 Complete the incident report accurately, legibly and within 
required timescales 

Knowledge and understanding - You need to know and understand: 

Legal and organisational 
requirements 

K1 Current relevant legislation (including that relating to data 
protection), regulations, codes of practice and guidelines 
relating to:  
K1.1 controlling access and egress by employees  
K1.2 visitors  
K1.3 unauthorised access to premises 
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Control of authorised 
access and egress of 
premises 

K2 Why it is important to control the access and egress of 
personnel to and from the premises and the associated 
limitations of your authority  

K3 The layout and geography of the premises where you provide a 
security service  

K4 Your instructions for controlling all pass systems for access to 
and egress from premises 

K5 The types of identity and other authority documents that you 
have to check 

K6 How to recognise invalid access documents  
K7 Internal telephone numbers, or where to find these  
K8 Limitation of your authority and responsibility in escorting or 

directing personnel within the premises 
K9 Interpersonal skills and how to use them to maintain goodwill 

and promote a professional image to all personnel when 
dealing with incidents  

K10 How and to whom to report incidents relating to people 
attempting to enter the premises without the appropriate valid 
authority  

K11 What to do about lost or stolen identification, or other passes  
K12 Procedure for dealing with employees who have lost their pass 

or identification, or refuse to comply with your organisation's 
policies and procedures 

Respond to unauthorised 
access to and egress from 
premises 

K13 How and why it is important to control access and egress  
K14 How to recognise suspicious behaviour 
K15 What actions you could take to deal with unauthorised access, 

therefore the limits of your responsibility, authority and 
competence  

K16 Your instructions for dealing with unauthorised access to 
premises  

K17 When and where to get appropriate help when you need it  
K18 How to contact people who would make emergency repairs  
K19 What details of unauthorised access and egress you should 

record  
K20 To whom and how you should report unauthorised access 

 

Range 

• Breaches include: 
o refusal to show pass  
o mislaid or forgotten pass 
o using a pass belonging to someone else 

 

• Identification documentation:  
o ID cards  
o temporary passes  
o work permits  
o letters of authority  



 

 

SVQ in Providing Security Officer Services at SCQF Level 5 30 

• Times of access and egress 
o access and egress timings 
o normal working hours 
o outside normal working hours 

 

• Visitors who are:  
o salespersons  
o delivery persons  
o repair persons  
o utilities persons  
o contractors  
o offsite employees  

 

• Incidents with visitors:  
o complaints  
o aggressive or abusive visitors  
o not complying with entry requirements  

 

• Documentation:  
o visitor log / passes  

 

• Indications of unauthorised access:  
o alarm activation  
o signs of forced entry  
o ladders or other climbing aids 
o unusual lights  
o unusual sounds  

 

• Help from:  
o your colleagues  
o other authorities  

 

• Damage to:  
o exterior doors 
o windows 
o perimeter barriers 
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Unit 8:    Carry out searches of people and property for unauthorised Items 
NOS/Unit number: SFSSLP8 
Credit:    7 
NLH:   70 
Level:   6 
 

Performance criteria - You must be able to: 

Search people and their 
property for unauthorised 
items 

P1 Maintain your own health, safety and welfare while carrying 
out searches of people  

P2 Take prompt and appropriate action, in line with your 
organisation’s policies and procedures, when you find 
unauthorised items during a search  

P3 Make sure you have consent to search, before you search 
individuals  

P4 Give clear reasons for the search to individuals that have been 
selected to be searched and confirm that the reasons given 
have been understood  

P5 Carry out searches of people at frequencies and in patterns 
that are in line with your organisation’s policies and 
procedures  

P6 Carry out searches in locations and in the presence of 
witnesses in line with your organisations guidelines, policies 
and procedures  

P7 Be polite, professional and courteous while you carry out 
searches of individuals  

P8 Take appropriate and permitted action when a person refuses 
to give consent to a search, in line with your organisation’s 
policies and procedures  

P9 Complete the required documentation accurately, legibly and 
within timescales set out within your organisation’s policies 
and procedures  

P10 Report the details of searches in line with your instructions and 
organisation’s policies and procedures 

Respond to finding 
unauthorised items 

P11 Maintain the health, safety and welfare of yourself and others  
P12 Correctly identify unauthorised items found during searches  
P13 Politely and courteously ask suspected persons to explain the 

possession of unauthorised items  
P14 Securely retain unauthorised items found during a search as 

potential evidence  
P15 Apprehend people suspected of having unauthorised items 

when this is appropriate, following your instructions and 
approved policies and procedures  

P16 Record and report the relevant details relating to the 
unauthorised items to the appropriate person  

P17 Complete the required documentation accurately, legibly and 
within timescales set out within your organisation’s policies 
and procedures 
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Knowledge and understanding - You need to know and understand: 

Legal and organisational 
requirements 

K1 Current relevant legislation (in particular the Data Protection 
Act), regulations, codes of practice and guidelines relating to 
your authority to search people and their property  

K2 Your organisation's policies, procedures and instructions you 
should follow when finding unauthorised items 

Search people and their 
property for unauthorised 
items 

K3 The procedures and instructions you should follow when 
searching people or their property, including:  
K3.1 why it is good practice to have witnesses during 

searches  
K3.2 searching males and females 
K3.3 different types of search, including access to and 

egress from premises  
K3.4 the implications of carrying out searches incorrectly  
K3.5 the use of specific search equipment  

K4 Interpersonal skills and how to use them during searches of 
people and their property  

K5 The possible reactions to the request to submit to a search and 
how to deal with them 

K6 The range of unauthorised items that you should look for 
during searches 

Respond to finding 
unauthorised items 

K7 The possible reactions of suspects to finding unauthorised 
items and how to deal with them  

K8 How to retain and log unauthorised items safely so that they 
may be used as evidence if required  

K9 What you should do when you find unauthorised items, and to 
whom this should be reported, in line with your organisation's 
policies and procedures 

 

Range 

• Searches of:  
o people  
o personal storage areas  
o personal effects  

 

• Individuals who you could search:  
o employees  
o visitors  
o contractors  

 

• Actions that you could take:  
o apprehend suspects 
o retain unauthorised items as potential evidence  
o call for another authority  
o report the incident  
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• Unauthorised items:  
o illegal substances 
o alcohol 
o weapons 
o stolen property  
o banned items  
o explosive devices  

 

• Details that you should record:  
o identity of suspects  
o description of unauthorised items  
o time, date, place of search  
o witnesses to the search  

 

• Appropriate person to whom you could report:  
o client representative 
o police  
o your manager  

 

• Documentation:  
o reports  
o notebooks  
o statements  
o identification labels  
o search forms 
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Unit 9:    Control the entry and exit of vehicles 
NOS/Unit number:  SFSSLP10 
Credit:    3 
NLH:   30 
Level:   5  
 

Performance criteria - You must be able to: 

Control entry and exit of 
vehicles 

P1 Communicate with all occupants of vehicles in a professional 
and courteous manner  

P2 Confirm the identity of all occupants, their vehicle details and 
their reason for entry  

P3 Control the issue of passes and permits to work (where 
applicable) and vehicle access in line with your organisation’s 
policies and procedures 

P4 Promptly notify appropriate persons of the entry of vehicles  
P5 Give clear directions to permitted parking areas, and other 

helpful information in line with your organisation’s policies and 
procedures 

P6 Report and record any incidents involving vehicles promptly 
and accurately to the appropriate person  

P7 Confirm drivers’ authority for the removal of items from 
premises, where this is required in line with your organisation’s 
policies and procedures  

P8 Complete the required documentation, accurately, legibly and 
within required timescales 

Knowledge and understanding - You need to know and understand: 

Legal and organisational 
requirements 

K1 Current relevant legislation (including that relating to data 
protection), regulations, codes of practice and guidelines 
relating to controlling entry and exit of vehicles 

Control entry and exit of 
vehicles 

K2 Pass systems for vehicles and all occupants of vehicles, for both 
entry and exit  

K3 Relevant instructions and procedures for the movement of 
vehicles at the premises where you provide a security service  

K4 The layout and geography of the premises where you provide a 
security service  

K5 Internal telephone numbers, or where to find these  
K6 Limitation of your authority and responsibility relating to 

allowing entry and exit of vehicles 
K7 Interpersonal skills and how to use them to promote a 

professional image to visitors  
K8 Why access by vehicles should be controlled 

 

Range 

• Times of entry:  
o normal working hours  
o outside normal working hours  
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• Incidents involving vehicles:  
o accidents resulting in injury or damage  
o vehicles incorrectly parked  
o stolen vehicles  
o forced entry to vehicles  
 

• Documentation:  
o vehicle log  
o visitor passes  
o statements and reports  
o vehicle registration recognition 
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Unit 10:   Arrest people suspected of committing an offence 
NOS/Unit number:  SFSSLP11 
Credit:    7 
NLH:   70 
Level:   5  
 

Performance criteria - You must be able to: 

Apprehend suspected 
people 

P1 Ensure the health, safety and welfare of yourself, others and 
the arrestee, when apprehending suspects  

P2 Confirm that you have sufficient and valid evidence to 
apprehend people suspected of committing or having 
committed an offence  

P3 Take appropriate action to apprehend suspects that is within 
the constraints of the law and in line with your operational 
instructions, particularly using only reasonable force 

P4 Follow your instructions and relevant codes of practice when 
apprehending suspects, particularly relating to what you say to 
them  

P5 Protect scenes of crime and potential evidence, following 
approved policies, procedures and guidelines  

P6 Inform the relevant people and authorities that you have 
apprehended a suspect, in line with your instructions and 
within required timescales  

P7 Complete the required records relevant to the circumstances 
when you apprehend suspects, accurately, legibly and as soon 
as practicable  

P8 Ensure that all witnesses are correctly identified and 
contactable 

Detention of suspected 
people 

P9 Ensure the health, safety and welfare of yourself, others and 
the arrestee, while detaining suspects, including searching 
them and their possessions for weapons in line with your 
organisation’s policies and procedures  

P10 Allow detainees their legal rights at all times while you detain 
them  

P11 Follow approved procedures for segregating and 
accompanying detainees 

P12 Follow approved policies and procedures and guidelines when 
detaining people  

P13 Ensure detainees do not destroy or dispose of potential 
evidence  

P14 Perform a correct hand over of suspects to the relevant 
authority, giving clear and concise details of detentions, in line 
with your instructions and within required timescales  

P15 Complete the required records relevant to the details of 
detentions, fully, accurately, legibly and within required 
timescales 
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Preserve the integrity of 
potential evidence 

P16 Take all reasonable precautions to prevent potential evidence 
from being lost or removed by unauthorised persons  

P17 Take all reasonable precautions to prevent potential evidence 
from being contaminated  

P18 Prevent access to a scene of a suspected offence to 
unauthorised people  

P19 Make sure that no alterations to a scene of a suspected 
offence are made  

P20 Ensure that all witnesses are correctly identified and contact 
details obtained  

P21 Complete the required records, accurately, legibly and within 
required timescales 

Knowledge and understanding - You need to know and understand: 

Legal and organisational 
requirements 

K1 Current relevant legislation (including that relating to data 
protection), regulations, codes of practice and guidelines 
relating to:  
K1.1 arresting and apprehending people 
K1.2 arresting and detaining people  
K1.3 preserving the integrity of potential evidence  

K2 Your organisations policies, procedures and instructions 
relating to apprehending and detaining suspects  

K3 Current relevant legislation relating to the rights of detainees, 
including the restrictions on your searching them or their 
possessions 

Apprehend suspected 
people 

K4 The situations where you are allowed to apprehend suspects 
and the limits of your authority 

K5 The implications of wrongful arrest and the necessary actions 
thereafter  

K6 The concept of reasonable force, and when and how it may be 
used to apprehend suspects  

K7 Which authorities you should inform that you have 
apprehended a suspect and how to contact these authorities  

K8 The importance of identifying any witnesses and affecting their 
co-operation  

K9 How and why it is important to make full and accurate 
notebook entries and records as soon as practicable  

K10 How and why it is important to record full details when force is 
used 

Detention of suspected 
people 

K11 Where the dedicated detention area is and how it must be 
maintained within your organisation’s policies and procedures  

K12 Why and how you should monitor detainees to prevent their 
escaping or destroying potential evidence  

K13 Which authority you should inform that you have detained a 
suspect and how to contact these authorities  

K14 How and why to restrain detainees using appropriate and 
approved techniques and devices with reasonable force  
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K15 The implications of the use of restraint techniques 

Preserve the integrity of 
potential evidence 

K16 Your responsibility to look after potential evidence and what 
you should do to preserve this evidence  

K17 What constitutes potential evidence, including anything said by 
detainees  

K18 What actions you can take to preserve potential evidence  
K19 The importance of identifying any witnesses and affecting their 

co-operation  
K20 How and why to preserve a crime scene and evidence  
K21 How and why it is important to restrict access to a crime scene  
K22 How and why it is important to make full and accurate 

notebook entries and records soon as practicable  
K23 How and why it is important to identify and preserve evidence 

and record accurate details at the time you apprehend 
suspects and thereafter preserve the ‘chain of evidence’ or 
‘audit trail’ 

 

Unit Guidance 

K17 Potential evidence: 

• includes physical evidence  

• evidence given by detainees and witnesses 
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Unit 11:   Deal with disorderly and aggressive behaviour 
NOS/Unit number:  SFSSLP12 
Credit:    7 
NLH:   70 
Level:   6  
 

Performance criteria - You must be able to: 

Deter adverse behaviour 
through visible security 
presence 

P1 Provide a visible presence in designated areas that deters 
adverse behaviour  

P2 Meet the required company and customer standards for 
appearance and behaviour  

P3 Monitor indications to promptly recognise adverse behaviour  
P4 Discourage adverse behaviour before it escalates, using your 

professional judgement and skills to defuse situations  
P5 Keep relevant authorities informed at all times  
P6 Complete the required records, accurately, legibly and within 

required timescales 

Deal with adverse 
behaviour 

P7 Maintain the health, safety and welfare of yourself and others 
while taking appropriate action to prevent risks to security or 
safety  

P8 Respond promptly to adverse behaviour in a polite, 
professional and calming manner  

P9 Use non-threatening language and gestures to diffuse potential 
aggressive or abusive behaviour  

P10 Politely encourage people involved to refrain from using or 
continuing to use adverse behaviour  

P11 Where necessary and practicable, segregate individuals 
concerned to minimise the effect on others  

P12 Summon immediate help from other people when you need it, 
particularly if situations escalate  

P13 Take appropriate, prompt and permitted action to prevent 
further adverse behaviour, in line with legal constraints and 
your instructions  

P14 Report details of adverse behaviour in line with your 
organisation’s procedures, instructions and guidelines  

P15 Record the details of situations where you have had to deal 
with adverse behaviour, in line with legal requirements and 
within required timescales  

P16 Complete the required records, accurately, legibly and within 
required timescales 

Knowledge and understanding - You need to know and understand: 

Legal and organisational 
requirements 

K1 Current relevant legislation, regulations, codes of practice and 
guidelines relating to:  
K1.1 disorderly and aggressive behaviour  
K1.2 dealing with adverse behaviour and how it affects you 

in your work  
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K2 Your organisation’s procedures, instructions and guidelines for 
dealing with adverse behaviour, and what actions you are 
permitted to take 

Deter adverse behaviour 
through visible security 
presence 

K3 Your instructions for discouraging and dealing with adverse 
behaviour  

K4 How to maintain a visible security presence without 
encouraging adverse behaviour  

K5 How to recognise when behaviour begins to become 
unacceptable and how to deal with these situations promptly 
and effectively  

K6 How to recognise criminal activity (e.g. drug handling)  
K7 The layout and geography of the locations where you provide 

security services  
K8 Your organisation’s standards of dress and behaviour 

Deal with adverse 
behaviour 

K9 How to recognise and defuse aggressive or abusive behaviour, 
through using both verbal and non-verbal language  

K10 When and how to use only reasonable force effectively when 
you need to  

K11 Who you should call for help when you need it and how to 
contact them  

K12 What details you should record relating to dealing with 
adverse behaviour 

K13 The various techniques and methods used for escorting people 

 

Range 

• Adverse behaviour:  
o anti-social 
o criminal  

 

• Indications of adverse behaviour that are:  
o visible  
o audible 

  
• Relevant authorities:  

o site management  
o police  
o radio network  

 

• Help from:  
o your colleagues  
o police  
o other authorities  

 

• Action that you could take: 
o verbal warning  
o lawful removal from the premises  
o apprehend the person involved 
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Unit 12:   Record information relevant to your role 
NOS/Unit number:  SFSSLP26 
Credit:    6 
NLH:   60 
Level:   5  
 

Performance criteria - You must be able to: 

Record relevant accurate 
information 

P1 Identify and access sources of information relating to incidents 
correctly  

P2 Obtain sufficient relevant information relating to incidents in a 
lawful accurate and timely manner  

P3 Record details accurately and legibly in a retrievable format  
P4 Take prompt and appropriate action to deal with identified 

gaps of information  
P5 Establish any permission or conditions that may apply to using 

this information 
P6 Pass on information only to those people authorised to receive 

it and within agreed timescales  
P7 Handle and store information relating to incidents in a way 

which protects its confidentiality, evidential and organisational 
value 

Ensure completion of 
documents in line with 
procedures 

P8 Identify essential documentation to be completed relating to 
your role  

P9 Complete all essential documentation accurately and within 
agreed timescales while following legal and organisational 
guidelines  

P10 Complete all essential documentation in an appropriate format  
P11 Ensure that the final document meets with the requirements 

of the persons who requested it or make any amendments 
accordingly 

Maintain confidentiality 
and security of 
information 

P12 Identify and confirm the person, or persons, who have 
authorised access to the stored information  

P13 Ensure that agreed sharing protocols are adhered to at all 
times  

P14 Respond to requests for information in an appropriate manner 
while following your organisation's policies and procedures 

P15 Identify and confirm who is permitted access to information  
P16 Maintain confidentiality and security of information  
P17 Complete the required records accurately, legibly and within 

required timescales 

Knowledge and understanding - You need to know and understand: 

Legal and organisational 
requirements 

K1 Current relevant legislation (including that relating to data 
protection), regulations, codes of practice and guidelines 
relating to gathering, storing and maintaining information  
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K2 Current relevant legislation (including that relating to data 
protection), regulations, codes of practice and guidelines 
relating to your role  

K3 Current relevant legislation (including that relating to data 
protection), regulations, codes of practice and guidelines 
relating to information security 

Record relevant accurate 
information 

K4 How and why you should store accurate details of incidents  
K5 Where and how to access information from other sources 

when needed  
K6 What action to take to deal with gaps in information 
K7 How and why it is important to maintain the security and 

confidentiality of recorded information 
K8 The importance of maintaining the goodwill of the source of 

the information you are using and how not to lose that 
goodwill 

Ensure completion of 
documents in line with 
procedures 

K9 How and why it is important to identify essential 
documentation to be completed  

K10 How and why you should complete essential documentation 
accurately and within agreed timescales  

K11 Why it is important to follow legal and organisational 
guidelines when completing documentation 

K12 The approved styles and formats that you must use for written 
information  

K13 The different methods of recording information  
K14 How and why you should ensure that the final document is 

correct and, if not, what action you should take  
K15 Your responsibilities for passing on information 
K16 The necessary contact details you need to pass on information 

and where to find them 

Maintain confidentiality 
and security of 
information 

K17 How and why it is important to confirm who is authorised to 
view or receive information and the implications of allowing 
unauthorised access to information  

K18 Why you should ensure that protocols are adhered to at all 
times  

K19 How to respond to requests for information appropriately  
K20 How and why you should follow reporting lines in cases of 

requests for information 
K21 Why you should confirm who is permitted access to 

information 
K22 How and why it is important to maintain confidentiality and 

security of information  
K23 The importance of maintaining the goodwill of the source of 

the information you are using and how not to lose that 
goodwill 
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Range 

• Sources of information: 
o archives  
o records  
o logs  
o statements  

 

• Incidents:  
o criminal  

o non-criminal  

 

• Information:  
o written  
o verbal  
o electronic  
o visual  

 

• Format:  
o electronic  
o written  

 

• Documentation:  
o reports  
o logs 
o registers  
o forms 
o statements  

 

• Stored information: 
o written  
o verbal  
o electronic  
o recorded media 

 

Unit Guidance 

K4 store incident information  
• relating to an incident in a way which protects its confidentiality, evidential and 

organisational value  
 

K10 Complete all essential documentation accurately  
• within agreed timescales while following legal and organisational guidelines &  
• to agreed formats  
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Unit 13:   Preserve potential evidence of security breaches 
NOS/Unit number:  SFSSLP54 
Credit:    5 
NLH:   50 
Level:   5  
 

Performance criteria - You must be able to: 

Preserve the integrity of 
potential evidence 

P1 Identify and preserve potential evidence following approved 
procedures and good practice  

P2 Maintain the integrity of potential evidence of breaches of 
security  

P3 Get help from the appropriate people when you need it to 
preserve potential evidence, in accordance with your 
assignment instructions  

P4 Take appropriate measures that are within your responsibility 
and authority to prevent unauthorised access to potential 
evidence  

P5 Take appropriate action that are within your responsibility and 
authority to prevent deterioration or contamination of 
potential evidence  

P6 When removal of evidence is necessary, maintain its security in 
accordance with your assignment instructions  

P7 Maintain your own safety while preserving potential evidence, 
following your organisation’s guidelines and good practice  

P8 Maintain effective communications with relevant persons in 
accordance with your assignment instructions 

Record and report details 
of potential evidence 

P9 Record all relevant details of potential evidence accurately, 
completely and in the approved format  

P10 Record details of potential evidence at the time of discovering 
it  

P11 Maintain the security and confidentiality of details of potential 
evidence in accordance with your assignment instructions  

P12 Pass on the details of potential evidence to the relevant 
persons within required timescales 

Knowledge and understanding - You need to know and understand: 

Preserve the integrity of 
potential evidence 

K1 How and why it is important to maintain the integrity of 
potential evidence  

K2 How to identify potential evidence through visual observation, 
particularly the signs and indications of the existence of 
potential evidence  

K3 The types and forms of potential evidence  
K4 How potential evidence could be compromised and how to 

prevent this  
K5 What measures you are authorised to take to preserve the 

integrity of evidence and control access to it  
K6 When, from whom and how to get help when you need it to 

preserve potential evidence  
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K7 How to maintain the integrity of removed evidence  
K8 How to maintain your own safety when preserving potential 

evidence  
K9 How and why it is important to maintain effective 

communications with other relevant persons as required 

Record and report details 
of potential evidence 

K10 Current legislation relevant to evidence and how it influences 
your actions  

K11 What details of potential evidence you should record and 
report  

K12 Why it is important to record details of potential evidence 
when you discover the evidence 

K13 How to describe potential evidence sufficient to meet legal 
requirements, particularly the format and style of descriptions  

K14 Why it is important to record accurate details of potential 
evidence  

K15 To whom and how to pass on details of potential evidence, and 
the required timescales for this 

 

Amplification and Range 

• Appropriate person  
o a person who has the authority to be handed the responsibility of the premises/site.  
 

• Relevant person 
o a wider range of people whose assistance may be required during an attendance. 

 
Range 
• Preserve the integrity of potential evidence:  

o evidence of:  

− criminal activity 

− signs of forced entry 

− weapons  

− tools 

− suspicious containers 

− stolen or suspected stolen property  
 

o appropriate people:  

− colleagues 

− clients  
 

o deterioration or contamination through:  

− weather conditions 

− disturbance 

− contact  
 

o relevant persons colleagues: 

− clients 

− emergency services 
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− systems engineers 

− contractors  
 

• Record and report details of potential evidence  
o details of potential evidence:  

− description 

− location 

− time and date 

− witnesses  
o relevant persons:  

− colleagues 

− clients 

− emergency services 

− systems engineers 

− contractors 

 

Unit Guidance 

P3 Get help from the appropriate people when you need it to preserve potential evidence 

• when, from whom and how to get help when you need it  
  
K15 Process of how to pass on details of potential evidence  

• to whom  

• how to pass on details of potential evidence  

• the required timescales for this 
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Unit 14:   Maintain excellent standards of personal behaviour 
NOS/Unit number:  PPL1GEN2 
Credit:    2 
NLH:   20 
Level:   4  
 

Performance criteria - You must be able to: 

Performance criteria P1 Present yourself in line with organisational requirements  
P2 Organise your own work to maximise performance and achieve 

goals  
P3 Follow procedures consistently and respond positively to 

instruction  
P4 Use technology in an honest and trustworthy way  
P5 Comply with brand standards inside and outside the 

organisation / represent your organisation positively  
P6 Work with integrity in a safe, fair and professional manner 

Knowledge and understanding - You need to know and understand: 

Knowledge and 
understanding 

K1 What organisational standards are and why they exist  
K2 How standards vary between different organisations  
K3 What the organisation's brand standards are and why it is 

important to comply with them  
K4 Why it is important to comply with organisational standards for 

clothing and personal presentation  
K5 How to represent your organisations' brand standards 

positively, both internally and externally  
K6 How to organise your own work and when to ask for guidance 

or support  
K7 What behaviour is acceptable, both on and off the 

organisation's premises, and why it is important to behave in 
this way  

K8 How to promote brand standards 
K9 How social media can impact on brand standards 

 

Unit Guidance 

K2 How standards may vary between different organisations:  

• retail 

• supermarkets etc 
 
P5 Represent your organisation positively:  

• comply with brand standards on and offsite  
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Unit 15:   Impact of personal behaviour 
NOS/Unit number:  PPL2GEN1 
Credit:    5 
NLH:   50 
Level:   5 
 

Performance criteria - You must be able to: 

Performance criteria  P1 Present yourself professionally, in line with brand / 
organisational requirements  

P2 Organise your own work and have the confidence to ask for 
guidance  

P3 Participate fully in performance reviews and training  
P4 Act on feedback relating to personal performance  
P5 Use feedback from customers to improve your own customer 

service in line with brand / organisational standards  
P6 Use technology responsibly, in line with organisational 

requirements, and keep up to date with developments which 
relate to your role  

P7 Promote brand / organisational values and guidelines inside 
and outside the organisation  

P8 Work with integrity in a safe, honest and trustworthy way   
P9 Work in a fair and professional manner  
P10 Take responsibility for your own role 

Knowledge and understanding - You need to know and understand: 

Knowledge and 
understanding 

K1 What the brand / organisational values and guidelines are and 
why it is important to comply with them  

K2 How to organise your own work and when to ask for guidance  
K3 What behaviour is acceptable, both on and off the 

organisation’s, premises, and why it is important to behave in 
this way  

K4 How your own behaviour impacts positively and negatively on 
customer experience and business reputation  

K5 How to promote brand / organisational values and guidelines, 
both inside and outside the organisation  

K6 How social media can impact on brand /organisational values 
and guidelines  

K7 How to keep up to date with current technological 
developments in own area of responsibility 
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Unit 16:   Protect yourself and others from the risk of violence at work 
NOS/Unit number:  CFAPMVW3 
Credit:    3 
NLH:   30 
Level:   6 
 

Performance criteria - You must be able to: 

Conduct a dynamic risk 
assessment 

P1 Step back from the situation and assess the level of threat 
presented by:  
P1.1 the person(s) (including yourself) involved,  
P1.2 objects which could be used as a weapon  
P1.3 the physical or virtual environment in which the 

incident takes place  
P2 Consider the options available and respond with the safest 

and most effective action,  
P3 Continue to monitor the situation and be prepared to re-

assess the threat and consider alternative options if the level 
of threat changes 

Help to defuse a 
potentially violent 
situation 

P4 Maintain a calm, reassuring and professional attitude 
towards those presenting unacceptable behaviour  

P5 Maintain a safe distance and avoid contact if possible  
P6 Be aware of exits 
P7 Communicate with those presenting unacceptable behaviour 

in a way that:  
P7.1 shows respect for them, their property and their rights  
P7.2 is free from discrimination and oppressive behaviour  

P8 Keep the situation under review and act to reduce the risks to 
the safety of all those affected by the incident  

P9 Take action to calm the situation which will:  
P9.1 attempt to ensure the situation does not deteriorate or 

worsen  
P9.2 follow your organisation’s policy and procedures and 

your legal responsibilities, including the rules of the 
social media site in which the incident occurred  

P9.3 minimise the risk of injury to you and other people  
P10 Where you are unable to calm the situation down, request 

assistance promptly as required by organisational procedures  
P11 End contact with those presenting unacceptable behaviour 

and leave the situation if the threat to your own safety and 
that of other people cannot be effectively managed 

P12 Explain clearly to the people involved as appropriate:  
P12.1 what you will do  
P12.2 what they should do  
P12.3 the likely consequences if the present situation 

continues 
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Review your own and 
others involvement in the 
incident 

P13 Review the sequence of events leading up to the incident  
P14 Discuss with relevant people whether organisational 

procedures helped or hindered the incident 
P15 Complete records in accordance with organisational 

requirements about:  
P15.1 yours and others actions at the time of the incident  
P15.2 the circumstances and severity of the incident 
P15.3 the measures taken to protect yourself and other 

people  
P15.4 action taken to try to calm the situation down  

P16 Assess the organisation’s and your own risk assessment 
relevant to your activities and establish their adequacy for 
dealing with similar incidents  

P17 Make recommendations to the relevant people for reducing 
the risk of further similar incidents  

P18 identify areas where you and others would benefit from 
training  

P19 Contribute to good practice by sharing relevant non-
confidential information with other people in similar job roles 
which could help reduce incidents of violence  

P20 Make use of available support and advice to help prevent any 
incident related health problems, where appropriate 

Knowledge and understanding - You need to know and understand: 

Knowledge and 
understanding 

K1 Your own and others legal duties for ensuring well-being, 
safety and health in the workplace, as explained by relevant 
legislation for health and safety at work  

K2 Your own and others’ job roles, responsibilities and 
limitations  

K3 Your own and others’ capabilities and limitations in terms of 
protecting yourselves in potentially violent situations  

K4 The process of dynamic risk assessment of a potentially 
violent situation  

K5 When it is appropriate and possible to maintain a safe 
distance, and avoid physical contact  

K6 The importance of showing respect for people, their property 
and rights and how to do so 

K7 How to avoid behaviours or language that are discriminatory 
or oppressive  

K8 How to interpret body language and the importance of 
acknowledging other people’s personal space  

K9 The importance of remaining alert to triggers of violent 
behaviour 

K10 The importance of planning how you and others will leave a 
situation, including identifying where the nearest exit routes 
are if at risk of physical violence, or logging off if at risk of 
violence in a virtual environment  

K11 The main signs that a situation could escalate to violent 
behaviour and how to recognise these  
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K12 When to leave the scene of the incident, when to seek help 
and safe techniques for leaving the situation 

K13 The types of action and behaviour you can take to calm 
situations  

K14 Your organisation’s procedures for dealing with violent 
behaviour  

K15 The importance of having the opportunity to talk to someone 
about the incident afterwards  

K16 The reports that have to be made and the records that have 
to be kept about a potential or actual incident of violence  

K17 Methods of effective communication 

 

Amplification  
• Dynamic risk assessment 

o This is a continuous assessment of the risks faced in a situation as it unfolds to ensure 
the safest and most effective response is being employed 
 

• Generic risk assessment  
o an examination of the work and workplace to identify what could cause harm to people 

(a hazard) 
o an assessment of the chance, high or low, that somebody could be harmed by the 

hazards identified, together with an indication of how serious the harm could be (the 
risk)  

o On the basis of this assessment a decision is made as to what prevention or control 
measures should be taken to prevent the possibility of harm 
 

• Policy  
o A statement which directs the present and future decisions of an organisation 
o It is intended to influence and determine decisions, actions and other matters  
o Typically, a policy designates a required process or procedure within an organisation 
o They are often initiated because of some external requirement 

 

• Procedures  
o A series of steps following in a regular definite order that implements a policy 

 

• Risk  
o A risk is the likelihood of potential harm from that hazard being realised. The extent of 

the risk depends on:  

− the likelihood of that harm occurring 

− the potential severity of that harm, i.e. of any resultant injury or adverse health 
effect  

− the population which might be affected by the hazard, i.e. the number of people 
who might be exposed 

Definition taken from: HSE “Management of health and safety at work – Approved Code 
of Practice & Guidance”. Reference L21 (ISBN 0-7176-2488- 9) 
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• Social media  
o This includes web and mobile-based technologies which are used to turn 

communication into interactive dialogue among organisations, communities and 
individuals.  

o Social media technologies take on many different forms, including magazines, internet 
forums, weblogs, social blogs, microblogging, wikis, social networks, podcasts, 
photographs or pictures, video, rating and social bookmarking 
 

• Triggers of violence  
o Factors that might cause violence to occur. They can be categorised into four different 

types:  

− temporary personal factors for example, the service-user being uncomfortable from 
a lack of food, warmth, light, or presenting challenging behaviour while under the 
influence of drink or drugs 

− persistent personal factors such as deteriorating mental health, having a difficulty or 
disability, which prevents normal communication, movement or behaviour  

− temporary environmental factors such as a hot, noisy, crowded room, poor work 
dynamics in terms of furniture layout, etc. 

− persistent environmental factors such as too much being expected of the service-
user, or the quality of the service offered consistently failing to meet the required 
standards of the user 

 
• Work-related violence  

o The Health and Safety Executive’s definition of work-related violence is: ‘any incident in 
which a person is abused, threatened or assaulted in circumstances relating to their 
work’.  

 

• Virtual environment 
o A computer-generated setting (social media sites) in which the user of the technology 

perceive themselves to be and within which interaction take place. 

 

Unit Guidance 

K12 The process for leaving a scene  
• How, when  
• Seeking assistance  
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Optional units  
 
Unit 17:   Provide security at licensed venues 
NOS/Unit number:  SFSSLP9 
Credit:    7 
NLH:   70 
Level:   6  
 

Performance criteria - You must be able to: 

Control entry to licensed 
venues 

P1 Advise customers of any special conditions of entry, exit or re-
entry  

P2 Refuse entry to anyone who does not comply with entry 
requirements  

P3 Monitor and control the permitted numbers entering the 
venue  

P4 Carry out consent searches when required, in line with your 
organisation’s policies and procedures  

P5 Ensure entry to licensed venues is by the approved entry points  
P6 Complete and record opening and closing checks, in line with 

your organisation’s policies and procedures  
P7 Check and record that security and protection equipment is 

functioning correctly  
P8 Take appropriate and permitted action to prevent risks to 

security or safety  
P9 Avoid acting aggressively, abusively or offensively while 

remaining firm and professional  
P10 Summon help from other people when you need it to maintain 

control of entry  
P11 Complete the required records related to incidents, accurately, 

legibly and within required timescales 

Deter adverse behaviour 
at licensed venues 

P12 Maintain the health, safety and welfare of yourself and others, 
while deterring adverse behaviour  

P13 Observe, to detect illegal substances or dangerous items  
P14 Avoid acting aggressively, abusively or offensively while 

remaining firm and professional  
P15 Monitor indications to promptly recognise adverse behaviour  
P16 Provide a visible presence in licensed venues that deters 

adverse behaviour  
P17 Discourage adverse behaviour before it escalates, using your 

professional judgement and skills to take control and defuse 
situations  

P18 Take appropriate and permitted action to prevent risks to 
security or safety  

P19 Summon help from other people when you need it to deal with 
adverse behaviour  

P20 Complete the required records related to incidents, accurately, 
legibly and within required timescales 
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Knowledge and understanding - You need to know and understand: 

Legal and organisational 
requirements 

K1 Current relevant legislation (including those relating to data 
protection), regulations, codes of practice and guidelines 
relating to:  
K1.1 controlling entry to licensed venues  
K1.2 licensed venues and how they affect you in your job  
K1.3 use of reasonable force  

K2 Your instructions for monitoring and controlling behaviour at 
licensed venues  

K3 Your instructions for controlling entry to licensed venues 

Control entry to licensed 
venues 

K4 Types of authority and identification that you have to check  
K5 The limits of your authority and responsibility relating to entry 

to and exit from licensed venues  
K6 How to maintain goodwill and remain professional when 

dealing with incidents  
K7 How to summon help when you need it  
K8 What details you should record relating to dealing with 

incidents at licensed venues  
K9 The implications of any unprofessional behaviour when 

controlling entry to licensed venues  
K10 The requirements of the conditions attached to the premises 

licence  
K11 How to contact the licence holder and the designated premises 

supervisor  
K12 The reasons for recording the opening and closing checks 

Deter adverse behaviour 
at licensed venues 

K13 How to recognise illegal substances (drugs), as well as 
indications of their use and dealing  

K14 How to recognise and deal with items that could be dangerous  
K15 How to maintain goodwill and remain professional when 

dealing with incidents  
K16 The limits of your authority and responsibility relating to 

dealing with adverse behaviour at licensed venues 

 

Range 

• Refuse entry because of: 
o Intoxication 
o dress code  
o known trouble makers  
o banned  
o age 
o cannot pay entry fee  

 

• Action that you could take:  
o verbal warning  
o lawful removal from the venue (with reasonable force if necessary)  
o apprehend the person involved (with reasonable force if necessary)  
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• Help from:  
o colleagues  
o police  

 

• Incidents related to:  
o refused entry 
o use of force  
o visits by authorities  
o accidents  
o emergencies  

 

• Adverse behaviour:  
o anti-social  
o criminal  
o contrary to the venue licence  

 

• Indications of adverse behaviour that are:  
o visible  
o audible 

 

Unit Guidance 

Throughout this unit apprentices must avoid acting aggressively, abusively or offensively while 
remaining firm and professional.  

 
P12 / P13 Maintain the health, safety and welfare of everyone, while deterring adverse behaviour.  

• Including observing, to detect illegal substances or dangerous items  
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Unit 18:   Monitor areas using CCTV systems 
NOS/Unit number:  SFSSLP13 
Credit:    7 
NLH:   70 
Level:   5 
 

Performance criteria - You must be able to: 

Prepare to monitor areas 
using CCTV systems 

P1 Make sure the CCTV equipment that you are going to use is 
working properly following your organisation’s instructions and 
procedures 

P2 Adjust your equipment and system controls to get the best 
performance from the system  

P3 Investigate any faults in the system performance and report 
them to the appropriate person  

P4 Manage media in a way that minimises recorder downtime  
P5 Organise your work area so that you can work efficiently and 

safely  
P6 Make sure your monitor screens are clean to maximise clarity 

of the image  
P7 Complete the required records accurately, legibly and within 

required timescales 

Monitor CCTV camera 
images and react to 
incidents 

P8 Use CCTV systems and equipment in line with operating 
instructions and within legal constraints  

P9 Recognise activities or incidents that should be recorded 
following your organisation’s instructions and guidelines  

P10 Control and use systems to their full operational ability to 
monitor and record incidents, taking account of the 
seriousness of incidents  

P11 Prioritise multiple incidents in relation to their seriousness or 
your instructions 

P12 Interpret and report incidents promptly and calmly to the 
appropriate person  

P13 Work with third parties in a way that is effective and efficient  
P14 Monitor the progress of incidents as required  
P15 Maintain the confidentiality of information observed and 

recorded in line with relevant legislation and codes of practice  
P16 Complete the required records accurately, legibly and within 

required timescales 

Locate pre-determined 
targets using CCTV 

P17 Interpret information you are given to select the most 
appropriate cameras and viewing areas  

P18 Search for and identify targets systematically and promptly 
P19 Adjust your equipment and system controls to maintain the 

best image of targets  
P20 Modify your search patterns to hold and track multiple targets  
P21 Interpret and report accurately and calmly ongoing events as 

required to the appropriate person  
P22 Work with third parties in a way that is effective and efficient  
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P23 Monitor targets as required  
P24 Maintain the confidentiality of information observed and 

recorded in line with relevant legislation and codes of practice  
P25 Complete the required records accurately, legibly and within 

required timescales 

Knowledge and understanding - You need to know and understand: 

Legal and organisational 
requirements 

K1 Current relevant legislation (including legislation relating to 
data protection), regulations, codes of practice and guidelines 
relating to using CCTV systems 

K2 The operational instructions and procedures you should follow 
when preparing to monitor areas using CCTV systems 

Prepare to monitor areas 
using CCTV systems 

K3 How to confirm that your equipment is working and what to do 
if it is not  

K4 Health and safety guidance relating to good ergonomic 
practice and the use of visual display numbers  

K5 How to adjust and use your equipment and system controls to 
get best performance, including making the best use of 
external lighting  

K6 The terminology used with CCTV systems and usage 

Monitor CCTV camera 
images, react to incidents 
and locate predetermined 
targets 

K7 The local geography of the areas that you monitor  
K8 The area of coverage of each camera that you use  
K9 The capabilities and limitations of systems and equipment that 

you use  
K10 How to use systems to get their best performance, including 

using real and time lapse recording 
K11 How to maintain effective and efficient working relationships 

with other third parties 

 

Range 

• Equipment:  
o cameras  
o screens  
o system controls  
o recorders  
o lights  

 
• Records that you need to make of:  

o incidents  
o equipment  
o recording media  
o duties  
o access  

 
• Activities or incidents:  

o single  
o multiple  
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o criminal  
o non-criminal  

 
• Operational ability:  

o multiplex  
o pan-tilt-zoom  
o static  

 
• Targets:  

o vulnerable people  
o suspicious people  
o suspicious objects  
o premises  
o property 

 

Amplification 

• CCTV systems and usage 

o Digital Video Recorder 
o Network Video Recorder 
o Video Recorder 
o PTZ (Pan Tilt Zoom) 
o Cameras and Lens types 
o Transmission Methods 
o IP based CCTV 
o Field of View 
o Depth of Field 
o Pixels 
o HD / 4K / Full HD   
o Multiplexer 
o CCD (Charged Coupled Device) 
o ISDN and PSTN 
o Internet Protocol (IP) 
o Media Management 
o Cloud-based storage 
o HDD 
o Edge recording 
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Unit 19:   Detect loss and theft in retail environments 
NOS/Unit number:  SFSSLP17 
Credit:    7 
NLH:   70 
Level:   6 
 

Performance criteria - You must be able to: 

Gather and evaluate 
evidence to detect 
offences and suspects 

P1 Collate and evaluate reliable and factual details related to loss 
and potential offences  

P2 Liaise with management to understand the levels of losses and 
risk at your workplace  

P3 Ensure there is a level of acceptable compliance in store in line 
with your organisation’s policies and procedures to help 
management run an efficient store and deter acts of 
dishonesty by staff and customers  

P4 Maintain the covert nature of your security role while 
evaluating evidence of loss or theft 

P5 Maintain all security equipment to a satisfactory level and 
ensure integrity of data and evidence is protected 

P6 Report details of loss and theft, and the action you propose to 
take, fully and accurately to the relevant person  

P7 Complete the required records accurately, legibly and within 
required timescales 

Respond to identified 
suspects 

P8 Maintain the health, safety and welfare of yourself and others 
while responding to identified suspects  

P9 Identify suspects from available information  
P10 Take action to deal with suspects that is in line with your 

organisation’s policies and procedures  
P11 Report clear details of suspects and action to be taken to the 

relevant person in line with your organisation’s policies and 
procedures  

P12 Receive information from relevant authorities clearly and 
accurately maintaining your responsibility to take the 
appropriate action  

P13 Complete the required records accurately, legibly and within 
required timescales 

Knowledge and understanding - You need to know and understand: 

Legal and organisational 
requirements 

K1 Current relevant legislation (in particular the Data Protection 
Act), regulations, codes of practice and guidelines relating to:  
K1.1 gathering information about possible loss and theft from 

retail environments  
K1.2 dealing with people suspected of causing retail loss or 

theft  

Gather and evaluate 
evidence to detect 
offences and suspects 

K2 Where you can get reliable and factual information from, 
about the area and nature of loss and theft  
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K3 How to evaluate and confirm details of loss or theft in order to 
decide what action should be taken 

K4 How to decide and confirm when you have sufficient evidence 
on which effective action can be taken  

K5 How to maintain the covert nature of your security role while 
gathering evidence related to loss and theft 

K6 What actions you can propose to prevent loss and theft from 
retail environments  

K7 Know the limits of your responsibility and authority 

Respond to identified 
suspects 

K8 The surveillance techniques that you should use to identify loss 
or theft  

K9 How to spot suspicious behaviour and identify people 
suspected of causing loss or theft  

K10 How to communicate effectively with your associates to give 
details of suspects and action to take, in line with your 
organisation's policies and procedures 

 

Range 

• details related to:  
o loss  
o internal theft  
o external theft  

 
• security equipment: to include:  

o CCTV  
o alarm systems  
o radio  

 
• person to whom you report:  

o colleagues  
o police  
o other retailers 
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Unit 20:   Maintain the safety and security of principals whilst on foot 
NOS/Unit number:  SFSPCP6 
Credit:    5 
NLH:   50 
Level:   5  
 

Performance criteria - You must be able to: 

Maintain close protection 
escort on foot 

P1 Maintain the security and confidentiality of information 
relevant to threats to your principal  

P2 Balance operational requirements in line with the wishes of 
the principal  

P3 Maintain effective communications with the principal and 
other members of your team while escorting the principal on 
foot 

P4 Use appropriate and lawful personal protection equipment to 
maintain your own safety  

P5 Follow standing operating procedures for foot escort 
formations and protection procedures to avoid or minimise 
risks and threats to the principal whilst on foot  

P6 Negotiate hazards in a way that maintains the safety and 
security of the principal  

P7 Maintain situational awareness to assess risks posed to the 
principal  

P8 Recognise when the principal is subject to surveillance or other 
unauthorised observation, and take appropriate action  

P9 Give clear and concise instructions to the principal and team 
members where appropriate, following standard operating 
procedures 

Respond to incidents 
affecting the safety or 
security of your principal 

P10 Prioritise and take responsive action to deal with potential 
risks to the principal  

P11 Give clear and concise instructions to the principal and team 
members where appropriate  

P12 Act within the primary responsibilities of your role in the 
protection team  

P13 Maintain the health, safety and welfare of the principal, 
yourself and colleagues while taking responsive action to deal 
with threats to the principal  

P14 Take account of any medical condition of the principal that 
could influence what responsive action is taken  

P15 Minimise the threat of harm or injury to others who are not 
directly involved in incidents  

P16 Use only that force that is reasonable in the circumstances to 
defend yourself, the principal and others  

P17 Be aware of and prepared for secondary or subsequent 
incidents that could compromise the safety or security of the 
principal 
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Knowledge and understanding - You need to know and understand: 

Legal and organisational 
requirements 

K1 Current relevant legislation, regulations, codes of practice and 
guidelines relating to close protection 

K2 The role and responsibilities of protection team members  
K3 The capabilities and limitations of personal protection 

equipment available to you  
K4 The standard operating procedures or practices for negotiating 

hazards and how to follow them 

Maintain close protection 
escort on foot 

K5 The typical behaviour of your principals when walking under 
close protection and how this influences your operational 
methods  

K6 The signals and commands that are used on foot escort duties 
and how to follow them  

K7 The sources and nature of potential threats to your principals 
when walking and how to identify them  

K8 Foot escort formations and how to use them effectively in 
close protection  

K9 How to identify surveillance techniques and how to respond to 
them  

K10 The actions that you are permitted to take to respond to 
potential or actual threats to your principals  

K11 The need for clear and concise instructions when providing 
close protection on foot  

K12 How to recognise signs of potential attack on your principal 

Respond to incidents 
affecting the safety or 
security of your principal 

K13 How to encourage your principals to follow commands or 
instructions, while respecting their position or status 

K14 How to respond to signs of potential attack on your principals  
K15 What action you are authorised to take to deal with incidents 

that could compromise the safety and security of your 
principal, yourself and others  

K16 How to use only that force that is reasonable in the 
circumstances to defend yourself, principal and others  

K17 How to recognise actual and potential weapons  
K18 How and why you should maintain the security and 

confidentiality of information 
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Unit 21:   Use physical intervention to support close protection 
NOS/Unit number:  SFSPCP10 
Credit:    7 
NLH:   70 
Level:   6 
 

Performance criteria - You must be able to: 

Respond to threats to your 
principals 

P1 Maintain the security and confidentiality of information 
relevant to threats to your principal  

P2 Give clear and concise instructions to the principal and team 
members where appropriate, following standard operating 
procedures  

P3 Act within the responsibilities of your role in the protection 
team  

P4 Maintain the health, safety and welfare of the principal, 
yourself and colleagues while taking responsive action to deal 
with threats to your principals  

P5 Minimise the threat of harm or injury to others who are not 
directly involved in incidents  

P6 Be aware of and prepared for secondary or subsequent 
incidents that could compromise the safety or security of the 
principal 

Use physical intervention 
to protect your principals 

P7 Use physical intervention techniques immediately, decisively 
and effectively to protect the principal 

P8 Neutralise sources of threat using only reasonable, necessary 
and proportionate force required to maintain the safety and 
security of the principal, yourself and colleagues  

P9 Call for assistance as necessary to maintain the safety and 
security of the principal  

P10 Remove the principal from sources of threat to a position of 
safety as soon as practicable 

P11 Use physical intervention techniques effectively to facilitate 
the removal of the principal from the threats  

P12 Maintain the health, safety and welfare of the principal, 
yourself and colleagues while using physical intervention to 
deal with threats to the principal  

P13 Be aware of and prepared for secondary or subsequent 
incidents that could compromise the safety or security of your 
principals 

P14 Record accurate and full details of threats and force used to 
protect the principal, in line with standards operating 
procedures 

Knowledge and understanding - You need to know and understand: 

Legal and organisational 
requirements 

K1 Current relevant legislation, regulations, codes of practice and 
guidelines relating to using physical intervention within close 
protection 
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Respond to threats to your 
principals 

K2 The signals and commands that are used and how to follow 
them  

K3 How to encourage your principals to follow commands or 
instructions, while respecting their position or status  

K4 The role and responsibilities of protection team members  
K5 Any medical conditions of your principals, that you must take 

into account when responding to threats  
K6 The capabilities and limitations of typical personal protection 

equipment available to you  
K7 The sources and nature of potential threats to your principals 

and how to recognise them  
K8 How to recognise signs of potential attack on your principals 
K9 How to recognise actual and potential weapons 
K10 Surveillance and counter-surveillance techniques and how to 

use them 
K11 What action you are authorised to take to deal with incidents 

that could compromise the safety and security of your 
principals, yourself and colleagues 

Use physical intervention 
to protect your principals 

K12 How to assess the risk involved in using physical skills, 
particularly in relation to the threat  

K13 How to use physical intervention techniques effectively  
K14 Why it is important to record details of attacks and use of 

force, particularly when this may have to be used as evidence 

Confidentiality of 
information 

K15 How and why you should maintain the security and 

confidentiality of information 

 

Amplification  

• Physical intervention techniques 
o to deal with attacks on your principals, you or your colleagues  
 

• Risk 
o is defined as the level of vulnerability to the threat  
 

• Threats 
o refer to manmade or natural hazards likely to cause damage, harm or loss, including life 

threatening, non life threatening, verbal attack, physical attack, direct and indirect 
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Unit 22:   Produce documents 
NOS/Unit number:  SFSBA224 
Credit:    3 
NLH:   30 
Level:   4 
 

Performance criteria - You must be able to: 

Performance criteria P1 Confirm the purpose, content, style, quality standards and 
deadlines for the document  

P2 Prepare the resources you need  
P3 Organise the content you need  
P4 Make efficient use of the technology available  
P5 Produce the document in the agreed style 
P6 Integrate non-text objects in the agreed layout  
P7 Check for accuracy, editing and correcting as necessary  
P8 Seek clarification when necessary  
P9 Store the document safely and securely in an approved 

location  
P10 Present the document in the required format within agreed 

deadlines and quality standards 

Knowledge and understanding - You need to know and understand: 

Knowledge and 
understanding 

K1 Why it is important to produce high quality documents 
K2 The different types of documents that you may be asked to 

produce and the document styles you should use  
K3 The different formats in which the text may be presented  
K4 Why it is important to confirm the purpose, content, style, 

quality standards and deadlines for the document  
K5 The different types of technology available for inputting, 

formatting and editing text and their main features  
K6 The types of resources you need to produce high quality 

documents 
K7 How to organise the content you need for the document  
K8 How to integrate and lay out text and non-text  
K9 How to check for accuracy and correctness – including spelling 

and grammar – and why this is important  
K10 Why it is important to store the document safely and securely 

and how to do so  
K11 The importance of confidentiality and data protection  
K12 Why it is important to meet quality standards and deadlines 

 
  



 

 

SVQ in Providing Security Officer Services at SCQF Level 5 66 

Unit 23:   Provide a quality service 
NOS/Unit number:  SFSCSH4 
Credit:    6 
NLH:   60 
Level:   5 
 

Performance criteria - You must be able to: 

Maintain effective 
relationships with 
customers 

P1 Be polite and helpful to customers at all times  
P2 Respond to customers’ requirements in a prompt and positive 

way in line with your organisation’s procedures  
P3 Meet your organisation’s standards for behaviour and 

appearance 
P4 Give information to customers that meets their needs, and is 

within the limits of your own authority and responsibility  
P5 Adapt your behaviour to respond to different customer 

behaviours as specified in your organisation’s guidelines  
P6 Seek feedback from customers that is within the limits of your 

own authority and responsibility 

Maintain your own 
performance in achieving 
quality standards 

P7 Comply with information security and data protection 
legislation and company guidelines at all times  

P8 Work within the limits of authority and responsibility for your 
role at all times 

P9 Use clear and accurate information when confirming your 
tasks, priorities and responsibilities with the person setting 
them  

P10 Perform work tasks in ways that are consistent with good 
practice, and in line with your organisations’ procedures 

P11 Maintain your personal appearance, equipment and your work 
area in accordance with operational and organisational 
procedures  

P12 Report circumstances that prevent achievement of quality 
standards to the relevant person in a clear and accurate way 
and without delay  

P13 Get constructive feedback on your work performance from 
appropriate people, and undertake actions to improve your 
performance 

Knowledge and understanding - You need to know and understand: 

Legal and organisational 
requirements 

K1 Information security, data protection legislation and company 
guidelines which apply  

K2 Your organisation’s rules and procedures regarding the 
methods of communication that you use  

K3 Your organisation’s requirements for appearance and 
behaviour  

K4 Your organisation’s procedures for dealing with customer 
queries or complaints  

K5 Your organisation’s working practices, including adhering to 
security procedures and processes  
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K6 Requirements for personal protective clothing, standards of 
appearance and methods for maintaining your equipment and 
work area 

Relationships with 
customers 

K7 How and why it is important to communicate in a clear, polite 
and confident way  

K8 Communication methods that make customers feel valued and 
respected  

K9 The limitations of your own authority to give information to 
customers  

K10 Who to refer to when you are not able to provide customers 
with the information that they have requested  

K11 How to identify what your customers’ requirements are 

Own performance and 
quality standards 

K12 The importance of understanding your work role and the 
quality standards and output targets associated with it  

K13 The quality and output requirements of yourself and 
colleagues  

K14 Circumstances that may prevent you meeting the quality 
standards expected by your organisation  

K15 The importance of feedback in improving your work 
performance  

K16 How to identify the action that you can take to improve your 
work performance  

K17 Reporting mechanisms if quality standards cannot be achieved  
K18 The importance of working to agreed deadlines  
K19 How to work effectively with colleagues to optimise 

productivity 
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Unit 24:   Give a positive image of yourself 
NOS/Unit number:  SFSEE5 
Credit:    6 
NLH:   60 
Level:   4 
 

Performance criteria - You must be able to: 

Establish effective rapport 
with customers 

P1 Meet your organisation's standards of appearance and 
behaviour  

P2 Greet your customer respectfully and in a friendly manner  
P3 Communicate with your customer in a way that makes them 

feel valued and respected  
P4 Identify and confirm your customer's expectations 
P5 Treat your customer courteously and helpfully at all times  
P6 Keep your customer informed and reassured  
P7 Adapt your behaviour to respond effectively to different 

customer behaviour 

Respond appropriately to 
customers 

P8 Respond promptly to a customer seeking assistance  
P9 Select the most appropriate way of communicating with your 

customer  
P10 Check with your customer that you have fully understood their 

expectations  
P11 Respond promptly and positively to your customers' questions 

and comments 
P12 Allow your customer time to consider your response and give 

further explanation when appropriate 

Communicate information 
to customers 

P13 Quickly locate information that will help your customer  
P14 Give your customer the information they need about the 

services or products offered by your organisation  
P15 Recognise information that your customer might find 

complicated and check whether they fully understand  
P16 Explain clearly to your customer any reasons why their needs 

or expectations cannot be met 

Knowledge and understanding - You need to know and understand: 

Knowledge and 
understanding 

K1 Your organisation's standards for appearance and behaviour  
K2 Your organisation's guidelines for how to recognise what your 

customer wants and respond appropriately  
K3 Your organisation's rules and procedures regarding the 

methods of communication you use 
K4 How to recognise when a customer is angry or confused  
K5 Your organisation's standards for timeliness in responding to 

customer questions and requests for information 
K6 The importance of effective communication, including the use 

of different communication models, non-verbal 
communication and cultural differences  
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K7 How to locate the information that customers’ require 
regarding your organisation's products and services 

K8 Who to refer to if you are not able to provide customers with 
the information requested 
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Appendix 3: Sample assessment material 
 

 
 

 
 


